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October 24, 2019

Welcome to

Hardwiring a 

Five Star Patient 

ExperienceÊ

Six Imperatives to 

Create a Culture 

of Healing Kindness

About this Special Edition Power Point

Á This Power Point is made available to attendees of Brian Leeôs 

presentation upon request

Á It may not be used for general educational purposes outside the 

attendees place of business, as it is proprietary copyrighted 

material, and may not be duplicated in whole or part 

Á without the express written consent of Brian Lee CSP

Á It may only be used for internal presentations by the attendee for the 

express purpose of briefing peers in order to enhance 

implementation of the learning experience with Brian Lee

Á For  further information contact Pat Goodberry

Á 1-800-667-7325        Pat@customlearning.com

After waiting 75 mins with a

painful hip, my mother Margo

walked out of the clinic very angry!

Margo has a few more questions;

ÁñHow come they 

only want you to 

ask one question?ò

ÁñWhydoesnôt the 

nurse ask before 

they leave,óis there

anything elseô?ò

What else have they got to do?

Patient notice usé ñEvery BreathYou Takeò
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ñAnd every moveyou makeò ñEvery bond you breakò

ñEvery StepYou Takeò ñThey are watching youò

My Mission

Six Imperatives to Create 

a Culture of Healing Kindness

The Point

How you educate, empower, 

and engage your caregivers

is how you become 5-Star
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It all starts with each of usé

ñIôm looking forward to my 

kindness shift in the morningò

ïColleen Smith, CNA

Recommendation

Become known for the 

patient experience asé

Mission

To promote access to quality 

health care for people in Idaho.

Supports its mission through 

a variety of programs, 

services, and activities.

But first,

a few questions!

How many of you?

Á Like what you do?

Á Are married?

Á Are related?

Á Have been a patient where you 

work?

How many of you are fromé?
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November 2, 2017
How many are curious why so 

many Canadians have post office

boxes there?

How many of you attended last

Nightôs ñIdaho Rural Health Heroesò?

How many of you attended last

Nightôs ñIdaho Rural Health Heroesò?

Truly Inspiring stories
And appreciation and recognition
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Panel on Opioids & Substance Abuse
With wonderful

networking & hospitality!

Question:

Who do you need 

to outrun??
BTW Guess who 

I just met in 

Hallo Bay, Alaska!!!

Source: Chona Pajarillo

P.S. Bears will sit up nicely to pose 

if you ask them nicely!
P.S. Want to know what music keeps

bears out of a campsite when youôre away?
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By the wayé.

How many of you like my bow tie?
How many think I remind them

of someone famous?

ñFeedback is the breakfast

of championsò ïKen Blanchard

PAGE 12

AGENDA What you will learné

Six Imperatives to Create a Culture 

of Healing Kindness

ē A Culture of Engagement

ē Leadership Engagement

ē Frontline Ownership and 

Engagement

ē Skillful Provider Communication

ē Timely, Responsive Patient Access

ē A DNA of Kindness

PAGE 1

My Goal for You is to leave here as

Take home 

tools

PAGE 1

+5
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Free Engagement Tool ï#5D

Digital copy of this PowerPoint

PAGE 12

A Culture

of Engagement

PAGE 2

Warning!... Beware of the 

ñM.O.O.S.Eò in the Roomé

Warning!... Beware of the 

ñM.O.O.S.Eò in the Roomé

Major

Obstacle

Overlooked

by

Substantially

Everyone

Culture!

Culture!

ñWhat employees do

when managementisnôt watchingò

fxx
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Frontline Focus Group Key Finding:

We asked:

ñWhat words would you

use to describe 

your culture today?ò

I ask the ñCultureò questioné

Is your culture

ÁFinancially driven?

ÁTask driven?

ÁJob driven?

ÁPatient driven?

Their answer

*Financially driven

The Reality

*Task driven

Observation

Culture eats strategy for lunch!

Recommendation

ÁChange Your Cultureé

or be doomed to repeat the past

Á Through frontline

ownership & 

patient advocacy

Recommendation

By educatingé 

ñEveryone as a Caregiverò

An antidote to Task Driven

is to become kindness Driven

ñBenefit of the Doubtò

ñis to believe something good about someone, 

rather than something bad, 

when you have the possibility of doing eitherò
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Kindness is all about giving the 

ñbenefit of the doubtò

éhe is now cancer free.

éshe just lost her husband of 49 years.

Otherwise every day isé

ñFlavor of the month

campaigns 

leave a bad taste and are 

such a waste!ò

ïBrian Lee, CSP

Recommendation

Set a goal of creating

I will have an exciting 

announcement to make

a little lateré

To assist you in your focus

on changing your cultureé


